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The Honorable Thaddeus J, Dulski 
Chairman, Committee on Post  O f f i c e  

House of Represen ta t ives  
and C i v i l  Se rv ice  

Dear Mr. Chairman: 

Your March 1 9 ,  1973, l e t t e r  reques ted  t h a t  w e  a s s i s t  
t h e  Subcommittee on P o s t a l  F a c i l i t i e s ,  Mail ,  and Labor 
Management and t h e  Subcommittee on P o s t a l  Se rv ice  i n  con- 
n e c t i o n  w i t h  t h e  f i e l d  hea r ings  they  would be having a s  p a r t  
of your  Committee's i n v e s t i g a t i o n  of  P o s t a l  Se rv ice  a c t i v i -  
t i e s ,  On May 4 ,  1973, we b r i e f e d  s t a f f  members o f  t h e  Sub- 
committee on P o s t a l  Se rv ice  and a s t a f f  member of your Com- 
m i t t e e  on our examination of t h e  q u a l i t y  o f  mai l  s e r v i c e  
provided by t h e  Miami, Florida; P o s t  O f f i c e  and gave them 
cop ies  of enc losu res  I through X I X .  The Subcommittee used 
t h i s  d a t a  dur ing  i t s  hea r ings  i n  M i a m i  on t h e  mai l  s e r v i c e  
provided by t h e  M i a m i  P o s t  Office.  This  l e t t e r  summarizes 
our b r i e f i n g ,  

The theme o f  our  b r i e f i n g  w a s  t h a t  t h e  Miami Pos t  O f f i c e  
had n o t  c o n s i s t e n t l y  met t h e  P o s t a l  S e r v i c e ' s  mai l  d e l i v e r y  
s t a n d a r d s  b u t  had improved i t s  performance s i n c e  t h e  end of 
1 9 7 2 .  S i g n i f i c a n t  q u a n t i t i e s  of f i r s t - c l a s s  mai l  d i d  not  
meet t h e  s t a n d a r d s  because of mai l  p rocess ing  de lays  and 
wrong d e s t i n a t i o n  r o u t i n g s  due t o  s o r t i n g  e r r o r s .  Other 
f a c t o r s  a f f e c t i n g  mai l  s e r v i c e  inc luded  a s i g n i f i c a n t  reduc- 
t i o n  i n  t h e  mail p rocess ing  l a b o r  f o r c e  dur ing  a p e r i o d  of 
i n c r e a s i n g  mai l  volume, t h e  f a i l u r e  t o  r ece ive  a l e t t e r  s o r t -  
i ng  machine which had been scheduled f o r  i n s t a l l a t i o n  before  
t h e  Christmas s u r g e ,  and l o w  employee morale. 
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BACKGROUND 

The M i a m i  Pos t  Office 's  average number of employees de- 
c reased  from 4,510 dur ing  t h e  p e r i o d  J u l y  1 9 7 1  t o  March 1 9 7 2  
t o  4 , 2 3 7  dur ing  t h e  p e r i o d  J u l y  1 9 7 2  t o  March 1973, a decrease  
of 6 . 1  p e r c e n t ,  During t h e s e  same p e r i o d s ,  t he  Miami P o s t  
O f f i c e ' s  mai l  volume inc reased  by about 1 0 8  m i l l i o n  p i eces - -  
an  i n c r e a s e  of about 1 0 . 6  pe rcen t .  To process  t h e  i n c r e a s i n g  
volume, employees worked 893,801 overtime hours ,  an i n c r e a s e  
o f  402,032 hours ,  o r  81.8 p e r c e n t .  This s i g n i f i c a n t  i n c r e a s e  
i n  overt ime was c i t e d  by p o s t a l  union o f f i c i a l s  as a f a c t o r  
c o n t r i b u t i n g  t o  low employee morale. 

The M i a m i  o f f i c e ' s  approved budget f o r  p o s t a l  f i s c a l  
y e a r  (PFY) 1973 was based on an a n t i c i p a t e d  6 .5-percent  
i n c r e a s e  i n  workload-- the t o t a l  number of times i n d i v i d u a l  
p i e c e s  of mai l  a r e  handled; however, through the  f i r s t  9 
months of PFY 1973, t h e  a c t u a l  i n c r e a s e  was 13.5 p e r c e n t ,  o r  
about  twice t h e  a n t i c i p a t e d  amount. 

The M i a m i  o f f i c e  handles  about 1 .3  b i l l i o n  p i e c e s  of 
mail a y e a r ,  o r  about 4 m i l l i o n  p i e c e s  d a i l y .  Through t h e  
f i r s t  9 months o f  PFY 1973, p r o d u c t i v i t y  a t  t he  Miami o f f i c e  
s t e a d i l y  inc reased  from 752 t o  842 t o t a l  d i s t r i b u t e d  p i e c e s  
handled p e r  mai l  p rocess ing  hour ,  an i n c r e a s e  o f  11 .9  pe rcen t .  

According t o  Miami p o s t a l  o f f i c i a l s ,  t h e  handl ing  of an 
i n c r e a s i n g  mai l  volume wi th  a dec reas ing  number of employees 
w a s  p o s s i b l e  because: 

1. Management and s u p e r v i s i o n  improved. 

2 .  An a d d i t i o n a l  l e t t e r  s o r t i n g  machine was i n s t a l l e d .  

3. A t t e n t i o n  t o  p r o d u c t i v i t y  inc reased  because of 
changes r e q u i r i n g  p o s t  o f f i c e s  t o  ope ra t e  w i t h i n  a 
s p e c i f i c  budget.  

DEL IVERY STANDARDS 

The P o s t a l  Se rv ice  has  e s t a b l i s h e d  s t a n d a r d s  which 
p rov ide  f o r  t h e  d e l i v e r y  of 95 p e r c e n t  of f i r s t - c l a s s  m a i l  
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i n  1, 2 ,  o r  3 days depending on the  d e s t i n a t i o n  o r  t he  d i s -  
t ance  t h e  mai l  must t r a v e l .  For example, 9 5  pe rcen t  of i n t r a *  
s e c t i o n a l  c e n t e r  f a c i l i t y  mai l  ( o r i g i n  and d e s t i n a t i o n  w i t h i n  
t h e  M i a m i  S e c t i o n a l  Center  F a c i l i t y  a rea )  should be d e l i v e r e d  
i n  1 day. Except dur ing  t h e  Christmas p e r i o d ,  t he  Miami of -  
f i c e  g e n e r a l l y  met t h i s  s tandard .  

However, t h e  s t anda rd  of 1-day d e l i v e r y  of mai l  t o  s ec -  
t i o n a l  c e n t e r  a r e a s  o u t s i d e  the  M i a m i  a r e a  b u t  w i t h i n  south-  
e r n  F l o r i d a  g e n e r a l l y  was not  met, For i n s t a n c e ,  f rom Septem- 
be r  15 ,  1 9 7 2 ,  t o  A p r i l  13 ,  1973, mail  going from Miami t o  
t h e s e  s e c t i o n a l  c e n t e r  a r e a s  met t h e  s t anda rd  i n  only one of 
f i f t e e n  2-week pe r iods .  Mail going the  oppos i te  d i r e c t i o n  
met t h e  s t anda rd  dur ing  t h r e e  of  t h e  f i f t e e n  2-week pe r iods .  

Also t h e  s t anda rds  of 2- and 3-day d e l i v e r y  of 95 p e r c e n t  
o f  t h e  mail  going t o  no r the rn  F l o r i d a  and a l l  o t h e r  S t a t e s  
(except  f o r  Alaska and Hawaii which a r e  not  included i n  t h e  
2 -  and 3-day s t anda rds )  were not  being met. From March 3 
through March 30, 1973, only 87 pe rcen t  of t he  mail  des igna ted  
t o  be d e l i v e r e d  i n  2 days and only 88 p e r c e n t  of t h e  mail  
t o  be d e l i v e r e d  i n  3 days were d e l i v e r e d  w i t h i n  those t imes.  
Of the  t h r e e  S t a t e s  des igna ted  t o  r e c e i v e  2-day d e l i v e r y ,  
none r ece ived  95 pe rcen t  of t h e i r  mail w i t h i n  2 days and 
on ly  one r ece ived  a t  l e a s t  9 5  p e r c e n t  of i t s  mai l  w i t h i n  
3 days. O f  t h e  45  S t a t e s  and t h e  Dis t r ic t  of Columbia des- 
i gna ted  t o  r e c e i v e  3-day d e l i v e r y ,  only 1 5  S t a t e s  r ece ived  
a t  l e a s t  9 5  pe rcen t  o f  t h e i r  mai l  w i t h i n  3 days. 

Delayed mail  

Despi te  t he  p r o d u c t i v i t y  ga ins  achieved by the  Miami 
o f f i c e ,  s i g n i f i c a n t  q u a n t i t i e s  of f i r s t - c l a s s  mai l  d i d  not  
meet t h e  d e l i v e r y  s t a n d a r d s  due t o  t r a n s p o r t i n g  and process-  
i ng  de lays .  For example, dur ing  the  7 months ended 
A p r i l  1973, about  2.5 m i l l i o n  p i e c e s  of f i r s t - c l a s s  mail  
were delayed.  
may no t  be important  t o - - o r  even n o t i c e d  by--most m a i l e r s ,  
i t  could cause cons ide rab le  hardship  i n  some c a s e s ,  such a s  
a r e t i r e e  w a i t i n g  f o r  a pens ion  check. 

Although a 1-day de lay  i n  d e l i v e r y  of mai l  
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Miami p o s t a l  o f f i c i a l s  s a i d  much of t h e  delayed mail  
was caused by t h e  f a i l u r e  t o  r ece ive  an a d d i t i o n a l  l e t t e r  
s o r t i n g  machine scheduled f o r  d e l i v e r y  before  Christmas,  
excess ive  unscheduled absences from work, and minor t r a n s p o r t a -  
t i o n  problems. 

Excessive unscheduled absences were the  most f r e q u e n t l y  
, mentioned reason for t h e  delayed mail .  For example, from 

January 1 through A p r i l  1 6 ,  1973, excess ive  absences occurred 
on 28 o f  t he  31 days mail  was delayed. Miami o f f i c i a l s  a r e  
a t tempt ing  t o  c o r r e c t  t h i s  problem, p r i n c i p a l l y  through 
e l i m i n a t i n g  overtime. 

Misdi rec ted  mail  

The Miami o f f i c e  misd i r ec t ed  s i g n i f i c a n t  q u a n t i t i e s  of 
mai l .  An important  document being s e n t  f rom Miami t o  Boston, 
f o r  example, i f  mistakenly routed  t o  another  S t a t e ,  u s u a l l y  
r e s u l t s  i n  a 5-day de lay  i n  d e l i v e r y .  

Mail s o r t e d  on l e t t e r  s o r t i n g  machines can be misd i r ec t ed  
because of machine or o p e r a t o r  e r r o r s .  From J u l y  1 9 7 2  through 
March 1973 ,  mi sd i r ec t ed  mail  r e s u l t i n g  from such e r r o r s  
t o t a l e d  7 .6  m i l l i o n  pieces--about  4.6 p e r c e n t  of t h e  volume 
of  machine s o r t e d  m a i l  dur ing  t h a t  p e r i o d .  

The P o s t a l  Se rv ice  has developed a device f o r  checking 
l e t t e r  s o r t i n g  machines t o  determine b u i l t - i n  errors  and t o  
check t h e  performances of machine ope ra to r s  t o  i d e n t i f y  those  
w i t h  a high e r r o r  ra te  t h a t  would i n d i c a t e  a need f o r  addi-  
t i o n a l  t r a i n i n g .  Because the  machines have a b u i l t - i n  e r r o r  
r a t e  of  a t  l e a s t  1 p e r c e n t ,  i t  i s  ques t ionab le  whether t h e  
P o s t a l  Se rv ice  w i l l  succeed i n  reducing t h e  e r r o r  r a t e  t o  t h a t  
experienced i n  manual so r t ing - -e s t ima ted  by p o s t a l  o f f i c i a l s  
t o  be 1 p e r c e n t  o r  l e s s .  

REDUCTIONS I N  SERVICE 

The M i a m i  o f f i c e  has made s e v e r a l  r educ t ions  i n  s e r v i c e .  
For example, from J u l y  1, 1 9 7 1 ,  t o  A p r i l  2 7 ,  1973, t h e  Miami 
o f f i ce  c u t  t h e  number o f  t w o - t r i p  d e l i v e r y  rou te s  from 118 
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t o  38, a 68-percent  dec rease ,  and reduced the  number of c o l -  
l e c t i o n  hours by 2 1  pe rcen t  and t h e  number of c o l l e c t i o n s  
a f t e r  5 p.m. by 36 pe rcen t .  

EMPLOYEE MORALE 

Off ic ia ls  of t h e  Nat iona l  Assoc ia t ion  of Let ter  C a r r i e r s  
and t h e  American P o s t a l  Workers Union c i t e d  s e v e r a l  f a c t o r s  
c o n t r i b u t i n g  t o  low employee morale,  of which t h e  t h r e e  p r i -  
mary f a c t o r s  were: 

1. Many employees were s h i f t e d  f rom day t o  n i g h t  work. 

2 .  Overtime was r equ i r ed  be fo re  t h e  r e g u l a r  work t o u r .  

3. Temporary employees were ass igned  t o  t h e  p r e f e r r e d  
daytime t o u r  while  r e g u l a r s  worked a t  n i g h t .  

Miami's p o s t a l  l a b o r  l e a d e r s  t o l d  us management's a t -  
t i t u d e  toward them had improved, and both  l abor  and manage- 
ment expressed optimism f o r  b e t t e r  r e l a t i o n s  i n  t h e  f u t u r e .  

Miami p o s t a l  o f f i c i a l s  g e n e r a l l y  agreed w i t h  our f i n d -  
ings .  We do n o t  p l a n  t o  d i s t r i b u t e  t h i s  l e t t e r  f u r t h e r  
u n l e s s  you agree  o r  p u b l i c l y  announce i t s  con ten t s .  

S i n c e r e l y  your s ,  

Comptrol ler  General 
of t h e  United S t a t e s  

Enclosures  - 1 9  
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ENCLOSURE I1 

MAlL VOLUME AND MA POWER VARIATIONS 
IN MIAMI POST OFFICE 

DIFFERENCES BETWEEN 
July 1971 -March 1972 

and 
July 1972 -March 1973 
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ENCLOSURE I11 

MAIL VOLUME - lAM! POST OFFICE 
MI LLlON 
PIECES 
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FY 1973 
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ACCOUNTING PERlOD 
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ENCLOSURE I V  

ANTICIPATED MAIL VOLUME INCREASE 
MIAMI POST OFFICE 

INCREASE EXPECTED BY 

INCREASE BUDGETED BY 

INCREASE ACTUALLY 

POST OFFICE AREA - - - - - - - - - -7.9% 

REGION - - - - - - - - - - - - - - 6.5% 

EXPERIENCED - - - - - - - - - - - 13.5% 
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ENCLOSURE V 

PRODUCTIVITY MEASUREME 
MIAMI POST OFFICE 

FOUR WEEK PERIOD ENDED 
1972 1973 
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ENCLOSURE V I  

DELAYED FIRST-CLASS MAIL 

October 1972 to April 1973 

POST OFFICE MILLION PIECES 
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ENCLOSURE VI I 

LSM ERRORS RESULTING H4 
OUT-GOING FIRST-CLASS YAI L 

July 1972 to March 1973 

POST OFFICE 

MI AMI 

MILLION PIECES 

7.59 
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ENCLOSURE V I  I I 

MAIL PROCESSED 0 LSM’S REQUIRING RE 
OUT-GOING FIRST-CLASS MAIL 

MIAMI POST OFFICE 
J U L Y  1972 TO MARCH 1973 

AND L I N G  

TOTAL 12.5 1 
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ENCLOSURE I X  

SERVICE STANDARDS 

REORGANIZATIQN 

BEFORE AFTER 

NONE 

F1 RST CLASS 

OVERNIGHT: INTRA-SCF & ADJOINING SCF"! 
DESIGNATED L O C A L L Y  

SECOND DAY: 6 00 MILES 

THIRD DAY: NATIONWIDE 

AIRMAIL 

OVERNIGHT: 600 MILES PLUS 
DESIGNATED AREAS 

SECOND DAY: NATIONWIDE CONTIGUOUS 
STATES 
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ENCLOSURE X 

OVERNIGHT DELIVERY 
REQUIREMENTS 

. FIRST CLASS AIRMAIL 

MAILED BY 5:OO P.M. AT 
POST OFFICE OR COLLEC- 
TION BOXES MARKED 
WITH STAR 

MAILED BY 4:OO P.M. AT 
POST OFFICE OR 
WHITE TOP COLLECTION 
BOXES 
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ENCLOSURE X I  

PECANAVERAL 

WEST PALM BEACH 

MPANO BEACH 

OPA-LOCKAO 

NIGHT DELIVERY WHEN RECEIVED 
AT BISCAYNE ANNEX BY 5:OO P.M. 
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ENCLOSURE X I  I 

FROM MIAMI TO WEST PALM BEACH 
PERCENT 
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ENCLOSURE XI11 

FROM MIAMI TO FT. MYERS 
PERCENT 
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ENCLOSURE X I V  

PERC 
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FROM MIAMI TO INTRA-SCF AR EA5 
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PERCENT 
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ENCLOSURE XV 

EblVEWED OVER 

FROM MIAMI TO INTER-SCF AREAS 
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ENCLOSURE X V I  

PERCENT OF 
Y STANDARD D 

FLA. GA. S.C. TOTAL 

PERCENT DELIVERED BY 2ND DAY 

PERCENT DELIVERED BY 3RD DAY 
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ENCLOSURE XVII 

PERCENT 
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MICH. MISS. N.M. N. D. OK. MONT. WY. T O T A L  

PERCENT DELIVERED BY 3RD DAY 

PERCENT DELIVERED BY 4TH DAY 
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ENCLOSURE XVI I I 

NUMBER PERCENTAGE 
JULY 1972 APRIL 7973 DECREASE 

COLLECTION HOURS 5812 4585 21.1 

COLLECTION BOXES 1879 1719 8.5 
COLLECTION AFTER 5 P.M. 1879 1197 36.3 
DELIVERIES - 2 TRIP 118 38 67.8 

f 
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ENCLOSURE XIX 

@MANDATORY OVERTIME 
@SHIFTS IN TOURS 
9 TEMPORARY EMPLOYEES 
e JOB EVALUATION PROGRAM 
@LOSS OF JOB SECURITY AND RIGID 

DISCIPLINE 
0 BAD PUBLICITY 
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